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Note: 

1. The paper is divided into three sections: SECTION-A, SECTION-B and SECTION-C. 

2. There are seven questions in SECTION-A, attempt ANY FOUR. 

3. SECTION-B has five questions, attempt ANY THREE. 

4. All the questions of SECTION-C (Case Study) are compulsory.

SECTION-A (10 Marks each)

1.
“Communication is necessary to business as the blood stream is to a person.” Discuss.

2. 
What is the process of business negotiation? Discuss the strategies to make negotiation successful.
3. 
What is the function of sensory receptors in communication? Discuss the physical and psychological barriers that impede the effective communication?
4. 
Write a complaint letter to the Sales Manager of M/s. Gera Electronics Ltd. Delhi from M/s. Sunil Electronics, Lucknow about received damaged electronics goods.
5. 
How can listening improves employer-employee relationships?  Explain by giving examples.
6. 
Explain verbal and non-verbal communication. Discuss at least three ways in which non-verbal communication helps managers to interact with their subordinates effectively.
7. 
How is paralanguage important in oral business communication? Discuss the concepts of kinesics and proxemics and their role in making communication interactive and effective?
SECTION-B (15 Marks each)
8. 
“When we take an audience centered approach in communication we are effective.” Discuss in the light of communication process and barriers.
9. 
Prepare a resume to market yourself as HR Manager in an MNC located in Gurgaon. 
10. 
As the Secretary of your organization write out a notification for a board meeting, giving agenda and enclosing the minutes of the last meeting.
11. 
What is Press Release? Write a press release announcing a merger of your company with an MNC from Mauritius.
12. 
Answer the following:
a. 
Write a memo warning an employee, who is a habitual late comer to the office.
b. 
You bought a smartphone from an e-commerce website, the phone is defective, prepare a complaint to be sent through e-mail. Use an imaginary e-mail id.

     (7+8)
SECTION-C (15 Marks)

Case Study (Compulsory)

Mr. X. is a 77 year old man who was admitted to the ICU, 12 days ago after surgery for a perforated ulcer. Within 48 hours of surgery, he developed some infection and remains ventilator dependent. His surgical wound is not healing well. In the last several days, his creatinine has been rising and urine output falling. The surgeon visits daily before 7 AM but has not spoken directly to the family since day one, when he reported that the surgery went well. The admitting intensivist (now off service) spoke briefly to the family – the patient’s wife of 60 years, and his adult son - on Day 3 of the ICU stay about the status at that time. A nephrologist who saw the patient yesterday told the wife that he had been consulted to provide dialysis. At today’s ICU rounds, the current ICU attending predicted that the patient may die in the hospital, but this was not discussed with the family. The wife has asked several times for reassurance that her husband will ultimately be able to return home with her. The son, who often accompanies his mother during visiting hours, seems angry with the physicians caring for his father. An ICU family meeting attended by the ICU attending physician, the patient’s designated nurse, the wife and the son, is held to discuss goals of care. The family has been insisting that everything should be done.
13. 
Case Questions:
i.
Discuss the case from the view point of communication. What do you think the problem is? Examine the case in detail. 

ii. 
If you were asked to convene the meeting with the family, what would have been your communication strategies? What would you have suggested to the ICU people and to the family? Discuss in detail.
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